
......
SPORTS
LIN E S

PRESS
KEYS
firml\' and slowlv when
LIIlillg PostLines/; 11.
To ;\yoid problems,
Like your time.

.,......
POSTLINES

0(]O
The Palm Beach Post

16"'~" ....

SPORTS LINES
SCORES EVERY 30-40 MINUTES

300t U.S. SCOREBOARD
Up<btes of all major games in the U.S.: including ~BA,

NFL, !\HL, baseball, and college sports. Updated eyery 30
to 40 minutes while games are in progress. Length: IIp to
3 minutes.

S002 CANADIAN SCOREBOARD
Updates of all major games in Canada, including sports
specifically popular there, such as curling. l'pdated every
30 to 40 minutes while games are in progress. Length: l:p
to 3 minutes.

sost NCAA TOP 25
During games, updated every 30·40 minutes. Length: lip
to 3 minutes.

PROFESSIONAL SPORTS
Timely updates of all major games by league. l'pdated
every 30-40 minutes while games are in progress. Length:
Up to 3 minutes.
I'0' American League
I' 0& ~:l1ional League
I' " ~ation:.11 Basketball Association
I' :I, ~ational ~ockey League

PARIMUTUEL RESULTS
]ai-alai, greyhounds, horse tracks and trotters: Results
within :111 hour after events are over. Length: 3-; minutes.
1901 Gulfstream Park
590& Palm Beach ]ai·:\lai
591' Palm Beach Kennel Club
5916 Pompano Harness Track

PLORIDA COLLEGE BASKETBALL
Game details within an hour after games are over.
Length: 3·5 minutes.
1516 Florida State University
5526 University of Florida
155' University of Miami

OTHER COLLEGE BASKETBALL
Summaries of action after games end. Length: 2 to 3
minutes.
1005 Atlantic Coast Conference
101 I Atlantic 10
1016 Big East
102 I Big Eight
1026 Big 10
lOll Pac 10
1011 Southeast'"
lOG' Great Midwest
10GI Metro



SCORES
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WEST COAST RESULTS BY 6 A.M.
Get the fuJI details of aJl of last night's West Coast games
for the Heat, Rra\'es and \farJins. l'pdated at 6 a.m. each
morning. Length: 3-5 minutes.
5301 Atbnta Braves
552' Florida Marlins
540' \tiami Heat
5' 7 & ;\31ional Basketball Association
5'8' National Hockey League
5 t 86 American League
5 t 9' ~ational League

BASEBALL STATS
Interesting st;ttistics from yesterday s action. Change')
daily. length: 1 to .3 minutes,
520' :\l facts & Figures
5206 ~L f;Kts & Figures

SPRINC TRAINING UPDATES
Reports from e:lch training camp daily. Pl:lyer injuries,
trades, rookie performances and many other topics will
be co\'ered, Results of e'\hihitioll games wiJl be on line as
soon as they're oyer.

AMERICAN LEAGUE
52t, Baltimore Orioles
52' I Bostoll Red Sox
522' California Angels
522& Chicago ~11ite Sox
525' Cle\'eland Indians
525& Detroit Tigers
524' Kansas City Royals
5246 ~li1waukee Brewers
525' ~Iinnesota Twins
525& ~ew York Yankee~

52&' Oakland Athletics
5266 Seattle ~fariners

527' Texas Rangers
527& Toronto Blue Jays

NATIONAL LEAGUE
550' Atlanta Braves
110& Chicago Cubs
55' 1 Cincinnati Reds
IS' & Colorado Rockies
552' Florida Marlins
552& Houston .~stros

ISS' Los Angeles Dodgers
555& Montreal Expos
1541 New York Mets
554& Philadelphia Phillies
555t Pittsburgh Pirates
155& ·St. Louis Cardinals
55~' San Diego Padres
15&& San Francisco Giants



NATIONAL HOCKEY LEAGUE
Statistics from yesterday's matchups. Changes daily,
Length: 2 to 3 minutes.
1706 :\HL Facts & Figures

6299 STATE COLLEGE
RECRUITING BY UF, UM
AND FSU.

\\bere are the state high school stars going to play? At a
state powerhouse? Out of state? l'pdated nightly. Length:
Up to ; minutes.

35" CNN/USATODAY
MEN'S TOP 25 POLL

Another opinion of the top me-n's college teams. Changes
Sunday nights. Length: 2 to 3 minutes

S506 AP WOMEN'S POLL
\'\bo's ~o. 1 in women's college basketball and the rest of
the rankings? Changes every ~tonday afternoon. Length: 2
to 3 minutes

NATIONAL BASKETBALL
ASSOCIATION
An impressive daily offering of statistics from the day
before. Game stories \\ithin 30 minutes of the end.
Changes daily. Length: 2 to 3 minutes.
140I ~liami Heat
1406 :\BA Facts & Figures

OTHER COLLEGE SPORTS

S50' AP MEN'S POLL
Who's ~o. 1 in men's college basketball and the rest of
the ran kings? Changes every ~tonda)' afternoon. Length: 2
to 3 minutes

ON THE WATER
'050 FISHING REPORTS
Provided by author and long-time local fisherman Bob
McClory. Reports include inten;ews with area profession
als and "ith the amateurs who caught the Big Ones.
Length: Up to ; minutes,

SALTWATER PISHING REPORT
Updated at least mice a day \\;th tides and boater
conditions, Updated more frequently during severe
~'eather, _

PRESHWATER FISHING REPORT
Updated once or mice a day,

Ilio -SURFING CONDIT.ONS
Updated daily by Bob McClory "ith frequency increasing
during rough conditions, Length: Up to 2 minutes,

· ----.- ----.-_...__.-.--_... ----------
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OTHER SPORTS LINES
S80' ATHLETES' PRIVATE LIVES
Behind the scenes with jocks. Changes f\'ery Wednesday
morning. Length: L1p to 2 minutes.

S80& BOXING UPDATE
llpdated Wednesday mornings during weeks of important
matches. Length: lip to 2 minutes.

5S" SPORTS COMMENTARY
Vpdated Wednesday mornings. Length: Up to 2 minutes.

58' & MEN'S GOLII UPDATE
rpdated daily during tournaments and as needed at other
times. Length: 2 to 3 minutes.

sa,a WOMEN'S GOLII UPDATE
l'pdated daily during tournaments and as needed at other
rimes. Length: 2 to 3 minutes.

5B2' LATEST ODDS
l'pdated at noon, ~ionday through Friday, and at 6 p.m.
on the weekend. Length: Up to 3 minutes.

S82& MOTORSPORTS UPDATE
Trackside excitement from all over the U.S. and the
world. Cpdated on race days and as needed at other
times. Length: l'p to 3 minutes.

SKIING CONDITIONS
Here's where you'll find the best places to go schussing
today! T\\ice a week updates, :\O"ember through ~farch.

for 32 states and British Columbia bv resort name dh'ided
into six regions. Length: IIp to 3 minutes.
585' ~iidwest

S8S& ~ortheast

584' Pacific ~orth

584& Pacific South
585& Rockies
585' Southeast

S8&' TENNIS UPDATE
Updated daily during major tournaments and as news
occurs. Length: Up to 3 minutes.

1866 TRANSACTIONS
News about player trades and contracts. Length: Up to 3
minutes.

1871 SPORTS TRIVIA
More fun facts to impress your co-workers and best
buddies. Every spon is covered in time. Changes over· e.
night. Length: 45 seconds to one minute.

1871 WRESTLING UPDATE
The latest news from the drama·filled world of profes·
sional \\Testling. Changes at midnight on Mondays.
LenJtth: up to 2 minutes.
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I=UN LINES
702' CHILDREN'S STORIES
Gi\'e your child a daily smile. Here are more than 50
rotating stories - many tied to seasom~l e,'ents (Christ
mas, Halloween, Easter). Stories change o\'ernight.
Length: 4; seconds to 1 minute.

703& INTERVIEW WITH .••
Inter\'iews with key entertainers starring in current films
or popular music and other newsmakers. Content changes
~londays and Thursdays. Length: l"p to 2 minutes.

HOROSCOPES
All ]2 change daily at midnight. Don't forget to listen to
the speci;l1 horoscope on your birthday! Length: ·6
seconds.
" 5' Your Birthday Today
" 0' :\quariu5 (Jan. 20 - Feb. 1S)
" 06 Pisces (Feb. 19 - ~latch 10)
"" Aries (~1arch 21 - April 19)
" '6 Taurus (April 10 . ~lay 10)
, , ~, Gemini pfay 21 - June 21)
" ~6 Cancer (June 22 . July 21)
" 56 Leo (July 23 • Aug. 21)"4' \"irgo (Aug. 23 - Sept. 21)
" 46 Libra (Sept. 23 . Oct. 23)
" 5' Scorpio (Oct. 24 - ~o'·' 21)
"56 SagittariUS (:\0\'.22 - Dec. 21)
" 6' Capricorn (Dec. 22 . Jan. 19)

SOAP OPERA UPDATES
Ten TV shows updated as soon as they start airing - plus
a behind·the-scenes line about the stars and a weekend
recap for each show. Length: One minute.
'50' All ~fy Children
7506 Another World
75" As the World Turns
75' & The Bold and the Beautiful
752 , Days of Our Lives
752& General Hospital
755 I The GUiding Light
7551 Lo\'ing
7541 One Life to Live
7551 The Young and the Restless
755& Private Lives of Soap Stars

708& YRIVIA
Rotating sports, history and literature categories. New
questions daily. Updated at 3 a.m. Length: Up to one
minute.
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7026 COMEDY LINE
Start your day with a joke. They're sometimes goofy, ;
sometimes corny, but all will make you smile. Changes
overnight. Length: 15 seconds to one minute.

7025 COMEDY CLOSET
Here's your chance to tryout your best punch line
delivery technique. Call1his L1~E and record your
favorite joke. One joke will be selected each day to give
PoslLines/; 11 callers a laugh.

706t MUSIC HISTORY
A daily look at the important events in music history,
including musicians' birthdates and a trivia quiz. Changes
overnight. Length: IIp to one minute.

70S t HISTORY ON CALL
A summary of historical events lhat happened on this day
and month in history. Changes o\'ernight. Length: One
minute.

7066 PERSONAL CALL
Real answers to real problems frolll real people - like
you. You'll be invited to send in your own questions.
Changes o\·ernigh1. Length: l"p to 2 minutes.

7 t 70 MOVIE LINES
l'p to fh'e reviews of n£w releases showing in Palm
Beach, ~lartin and S1. Lucie counties will be added each
week. ~lo\'ie reviews published in the past several months
are available. too. llpdated e\'ery ~1onday afternoon.
Length: One minute each.

7t96 HOLLYWOOD BEHIND
THE SCENES

Alook at the prh'ate Ih'es of the famous in films, Changes
~Ionday morning by 11 a.m. Length: Cp to one minute.

7t9S TOP to MOVIE
MONEY MAKERS

The 10 top grossing films for the week. Changes
Wednesday after 5 p.m. Length: One minute.

70S1 'rABLOID'rALK
What the supermarket tabs are saying. Changes early
morning e\'ery Wednesday. Length: IIp to 2 minutes.

707. OPPBEA'rNEWS
News of the weird and unusual. Forget about hearing
about "Elvis gettin' gas in Lantana" and such. This L1~E

is nothin' but true stories that ha\'e a funny mist or
wacky, offbeat quality. Changes early morning every
Wednesday. Length: Up to 2 minutes.

7020 AHIMALSIH THE HEWS
Amusing stories from the world of nature. Changes e"ery
Monday. Length: Up to I minute.
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707S ROYAL GOSSIP
The saga of the Windsors and other regal clans. Changes
early morning every Wednesday. Length: Up to 1 minute.

7078 STUPID CRIMES
Klutz crooks. Bumbling burglars. The u~believable stories
from police files. Changes early morning every 'X'ednes
day. Length: l'p to 1 minute,

709' WHITE HOUSE PUN
Fun updates on the new first family. Changes early
morning every Wednesday. Length: IIp to 1 minute.

SPECIAL LINES BY FAX

9'8S COMPUTER PILE
Concise, expert advice. Los Angeles Times Syndicate
computer experts write about software programming,
trends in system development and explain the field in
easy-to-understand terms. Changes every Sunday. By fax
only.

g, 9' EARTHWEEK
Diary of environmental issues. Aweekly faxed map ofihe
world with commentary detailing environmental issues
(oil spills, fires in the rain forests, chemical spills and
faYorable news, too). Changes every Sunday. By fax only.

g,S, NEWSDAY
CROSSWORD PUZZLE

These crossword puzzles emphasize general knowledge
oyer crosswordese, and clever solutions oyer scouring the
dictionary. They're designed for those who lore Jeopardy
and Trivial Pursuit. Seven puzzles a week, arailable all
week. By fax only.

9'7' SPORTS LOVERS
CROSSWORD PUZZLE

For the jockish intelligentsia. Anew puzzle e\'ery Sunday.
By fax only. .

.,76 COMIC STRIP REVIEW
Here are the best comic strips we don't run. You'll get
four' faxed to you: ~iother Goose & Grimm by Mike
Peters, Pete & Clete by Richard Torrey, Pluggers by Jeff
MacNelly, and Walnut Core by Mark Cullum. Seren
collections a week, one a day.

"8' CARD COLLECTING
Aweekly review of the history behind indhidual sports
cards and what they are worth. Changes erery Sunday.
Available all week. By fax only.

•• 96 (GADGET GURU
Aweekly rf\iew of the latest new high tech, IUgh
entertainment and high fun products. Changes f\'ery
Sunday. Available all week. By fax only: .

(
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UPCOMINC FUN LINES
The PostLines/511 ser\'ices listed in this directory are
just the beginning. PostLines/511 "ill constantly be
adding new sen'ices for you. [se the coupon on page 29
to tell us what you'd like The Palm Beach Post to add.
Here's a line we're working on now:

QUESTION OF THE DAY - Would you like to
review movies? Would you participate in a call:in poll to
\'oice how YOU feel about a moyie or record, and then
compare your rating to The Post's re\'iewer?

ENTERTAINMENT LINES
70 t 4 BOOK REVIEWS
A new collection of book reviews will appear each week.
Each re\'iew lasts about two minuteS.

BOOK RELEASES
70" Hardbacks
70':2 Softbacks
\\"hat are the new hardbacks and softbacks released this
week? Information supplied by Liberties Books in Boca
Raton, (40i) 368-1300. Length: 2 to 3 minutes.-COMIC BOOK RELEASES
\\"hat's new this week? Past Present Future Comics in
Boca, Lantana and :\orth Palm Beach will provide a list of
new comics.
70.7 DC
70. 8 ~lan'el

70' I Other publishers

VIDEOS
750t YOP to COUNTDOWN
The top 10 rental "ideos for the week. l1pdated Wednes
day after 5 p.m. Length: One minute,

7506 VIDEO REVIEWS
Are\iew of the latest mo\'ies released to the video stores.
Changes Wednesday after; p,m, Length: Up to 2 minutes.
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TELEVISION
7401 TOP 10 TV PROGRAMS
The top 10 1V programs for the week. Changes Wednes
day after 5 p.m. Length: One. minute.

7406 TV BEHIND THE SCENES
Apeek at the lifestyles of 1V stars. llpd:ned Mondays by
10:30 a.m. Length: 45 seconds.

MUSIC
7201 AUDIO CHART
Listen to the Top 5 popular songs for the week. You'lI
hear 30 seconds each of five songs: l·1 / 1 minutes total.
Changes on Tuesdays.

7241 POPULAR SINGLES
Alisting of the Top J0 singles for the week. llpdated
around 1 p.m. on Tuesday. Length: One minute.

725& POPULAR ALBUMS
BillBoard .\fagazine's listing of the Top
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727 I RHYTHM & BLUES SINGLES
A listing of the Top 10 singles for the week. Updated
around 1 p.m. on Tuesday. Length: One minute.

7266 RHYTHM &BLUES ALBUMS
BillBoard Magazine's listing of the Top 10 R&B albums
for the week. Updated around 1 p.m. on Tuesday. Length:
One minute.

7205 CLASSICAL ALBUMS
The ten best selling classical albums of the week. Changes
on Mondays. Length: One minute.

7204 CLASSICAL MUSIC NEWS
~e\\'s and performer profiles from the classical music
world. Changes on ~londays. Length: One minute.

724& RAP SINGLES
Alisting of the Top 10 singles for the week. llpdated
around 1 p.m. on Tuesday. Length: One minute.

7245 RAP ALBUMS
Alisting of the 10 best'selling alhums for the week.
Changes on ~londays. Length: One minute.

7244 RAP & URBAN
MUSIC NEWS

~ews and performer profiles from the rap music world.
Changes on Mondays. Length: One minute.

720& ADULT CONTEMPORARY
SINGLES

Alisting of the Top 10 singles for the week. Updated
around 1 p.m. on Tuesday. Length: One minute.

7251 .JAZZ ALBUMS
BiIlBoard Magazine's listing of the Top 10 jazz albums for
the week. Updated around 1 p.m. on Tuesday. Length:
One minute.

FINE ARTS LINES
7001 ARTSLINE
Information on local fine arts performances and f\'ents.
Provided by the Palm Beach County Council of the Arts
Length: Up to 5 minutes.

700& MORIKAMI UPDAftI .
What's upcoming at the new, S4·miUion Japanese-culture
museum in Delray Beach. Length: Up to 5 minutes.
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UPCOMING
ENTERTAINMENT LINES
The PostLines/511 sen'ices listed in this section of the
directory are just the beginning, \X'e'll be adding new
sen'ices for you in the future, l1se the coupon on page 29
to tell us what you'd like The Palm Beach Post to add.
Here's several lines we're working on now:

LEITERS TO THE ENTERTAINMENT EDITOR
LINE - Record your own mO\'ie review. Express your
opinion about a concert. Instead of Sitting down and
writing a letter and paying the 29·cent postage. call
PostLines/; 11 and record your comments. A ; 11 editor
will listen to all the recorded "letters" and select the
most interesting to be included on a special line that all
PostLines/; II callers can listen to.

EARLY-BIRD LINE - "'ould \'OU like to know the
daily early-bird specials at area restaurants? ,,"ould you
like us to fax you restaurant menus?

MUSIC - Would you like to hear cuts from just
released CDs?
REVIEWS - "'hat types of performance rf\'jews ,,,ould
you like presented on PostLines/; II? Theater reviews?
Concert Tf\'iews?

RECIPE AND
DINING LINES
800 I APPETIZER RECIPE
Looking for something new and tasty for your next
dinner party? Our appetizer recipe includes preparation
tips and ingredients. Anew one appears each Saturday at
6 a.m., just in time for your weekend entertaining.
Length: 3 minutes.

8011 MAIN COURSE RECIPE
We'll prepare a new main course recipe for you each
week. Recipes of seasonal interest wiII run before major
holidays. Recipes include preparation tips and ingredients
and change each Saturday at 6 a.m. Length: 3 minutes.

8001 DESSERT RECIPE
One 3-minute dessert recipe '\\ith preparation tips and
ingredients. Changes each Saturday at 6 a.m.

80' , DIET LINE
Weekly updates of health and diet issues. Updated
Mondays by 6 a.m, Length: 2 to 2·1/2 minutes.

802' WINE REVIEWS
This line offers weekly re\iews of the best vintages.
Changes every Monday at 7 a.m. Length: 2 to 3 minutes.



MENUS BY
FAX?
PostLines/; 11 could
let you re\'iew faxed
restaurant menus at
your home or office. It
could also pro'ide
daily. recorded early
bird specials. If this
and other ideas appeal
to \'OU, fill out the
coupon on page 29 and
mail it to us.
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RESTAURANT REVIEWS
You now have access to any restaurant re\'iew The Palm
Beach Post has published in the past two years. Once you
call the LI~E, you'll scroll through an alphabetical list of
re\'iewed restaurants. ~e\v reviews ,,;11 be added as they
are published. Length: 30 seconds.
8S0' Central and Southern Palm Beach County
8S06 ~orthern Palm Beach County

and ~Iartin and S1. Lucie counties

BAKING TECHNIQUES
B026 Bread
BOSt Cakes
BOS6 Cookies
B04t Pies
B046 Pastries

COOKING TERMS EXPLAINED
805t Bake
B056 Boil
B06t Broil
8066 Fry

.-."_.-_.....~

807' Poach
8076 Roast
80Bt Saute
BOB6 Simmer
809t Steam
8096 Stir-fry

FOOD GROUPS
8tO' Dairy
8t06 Fruit
Bt 26 Game, ~Jeat, Poultry
8' 'I Grains
8' 21 \'egetables

PREPARATION TECHNIQUES
8' II Blanched
8' II Chopped
8' • I Grated, Scraped, Peeled
8146 Pureed
81 51 Sliced, Diced

SALAD BASICS
8156 Caesar
816 I Chef, Garden
8116 Greek
81 7 I Julienne
8176 Spinach



RECIPES IN
A HURRY
~el'd a new dessert,
appetizer or main
course recipe for
tonight? PostLinesjS 11
offers different recipes
eyery week.

RESTAURANT
REVIEWS
The Post has re\'iewed
Illall\' of the best area
restaurants and now
this information is
.\\'ailable to you se\'en
d4i\'s a week, 24 hours
a day through
PostLines/S 11.
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SAUCE RECIPES
8 I 8 I Barbecue
8 186 Bearnaise
8 19 I Hollandaise
8 196 Spaghetti
8101 ~'hite

SEASONING USES
8106 Basil
811' Bay Leaf
8111 Cinnamon
8111 Curry
8111 Garlic
81S1 Ginger
81S1 \'utmeg
814' Oregano
8141 Parsley
8151 Thyme

SOUP RECIPES
8156 Chicken :\oodle
8161 Clam Chowder
8166 Cream of'1ushroom
817' French Onion
8176 Yegetable

UPCOMING RECIPE AND
DINING LINES
The PostLines/S 11 sen'ices listed in this directory are
just the beginning. We wiIJ be adding new services for
you. llse the coupon on page 29 to tell us what you'd like
The Palm Beach Post to add. Here are some lines we're
thinking about adding:

MENUS OF AREA RESTAURANTS - Sent to you
by fax, Aselection of food Editor Jan Norris' favorite
recipes sent by phone or fax. Also sent by fax: columns
on microwave cooking, low-fat cooking, and health
conscious cooking,



r-------------,WE'RE AT YOUR SERVICE
I Tear out and mail this coupon - or fax it - to I
I rcceiye additional, free copies of this PostLines/511 Directo- I

ry! to set up time-saying StockLine Portfolio Service (see page

I I ()), or to giye us your comments on lines that rou would like I
added to the PostLines/511 system. Please write your com-

I ments on page 30. I
If you have questions about PostLines/511, please call,

I f;l\ or write us. I
~ PostLines/511 Customer Service

I .. _ c/o The Palm Beach Post I
P.O. Box 24695

I POSTLINES West Palm Beach, FL 33416-4695 I
r::I [)[) Telephone: (407) 820-2020I t:.J Fax: (407) 820-4507 I

I
I'II~q PRI\T I
'.IIIll'

I ~t1t1"·,, I
I (11\ ~l31I'/Zjp: I
I 1l.11 Td'Thonr - indlldinll .'r(·a Code: I
I r." (If a"Jllic~bleI - incilidinll ..'rea Code: II 0 Send me additional PostLines/; 11 Directories. I
I 0 Sign me up for StockLine Portfolio Service. I

For a description of StockLine see page 10. There's a one·time

I
set-up charge of $;. Please include a check or money order for $; I
payable to The Palm Beach Post \\ith this order form.

Please Jist your stocks' names and ticker symbols on the back of

I this order form (page 30), ]f you don't know your ticker symbols, The I
Palm Beach Post has a FREE directory of StockLine ticker codes for ALL

I stocks. It's available at: I
The Palm Beach Post

I 2751 S. Dixie Hwy., West Palm· Beach . I
Linton International Plaza, 900 Linton Blvd., Delray Beach

I Mayfair Plaza, 969 S. Federal Hwy., Stuart I
Or these brokerage firms in Palm Beach, Martin or St. Lucie counties:

I Merrill Lynch I
Quick &: ReillyI Raymond James Be Associates, Inc. I

I WE'D LIKE YOUR COMMENYS I
ABOUT POSTLINES/SII

I ~llat types of LINES would you like to see added to the . I
PostLinesj511? Do you enjoy using this sen'ice? Please "Tite

I your comments on pag~ 30 and send them to us. 291
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BOB
SIKORSKY
of Tht Sf'II' )ort Timf'5
"ill \\Tile a wfOek]\, car
care column in the
Thul'5da\' Clmified
!oeelion beginning in
~larch, In addition, a
library of his car
re\i~'S "ill be offered
through PO!otLines/S II
Sikors~l' has \\Tinen
se\'eral best-selling
automotive books and
is a member of the
Societ\' of Automoth'e
Engineers,

For a copy of the s~' York TImes re\iew of an}' of the
"ehides listed below, call Po!otLin6/S 11, enter the USE
number of the re\'iew you want and then punch in the
telephone number of your FAX machine, (Be sure to
include rour Area Code.) The J. or 2-page re\;e'\\" \\'hich
includes Bob Sikonky's e\'aluation and an e»planation of
prices and features, "ill be on its \\'1y \0 )'ou "i\hin
minutes,
••01 ,4udi 90 S ('93)
••01 Cadillac Se\'iIIe Touring Sedan ('93)
••01 Che\'rolet A~tro ('92) ,
"04 Chenolet 81mr Spon 4'«'0 ('92)
••05 Che\'rolet Cor~ica LT ('93)
••05 Chl1'~ler Concorde ('93)"0' Chl1'sler Ea~le \i~ion ESi ('93)"0' ConsuJier GTP LX ('93)
••0. Corwne Con\'enible ('93)
...0 Dod~e DISO Shortbcd Pickup ('9.;)
... 1 ford Escon GT Hatchback ('93)
... 1 ford Probe GT ('93)
.It I Ford Ranger Supercab STX ('93)
.... GEO Pri7.m LSi ('93)
••II Honda Civic del Sol Si ('93)
.... Honda Prelude \TEC ('93)
... , Infiniti G20 ('93)
.... Infinili J30 ('93)
•• ,. Jeep Grand Cherokee Laredo -4'1'0 ('93)
"10 Jeep Grand '«'agonE'er ;,«'0 ('93)
••11 Lexus LS .fOO ('93)
"11 'lmury Tram LTS ('9,n
"111 ~lercul1' \illager LS ('93)
"11. Si~~an .~ltima GLE ('93)
••115 Oldsmobile Cutlass Ciera S ('93)
••11. Subaru Legacy ,~\l'D Tourinjt '«'agon ('93)
"11' Toyota Caml')' LE '«'a~on ("92)"1' \·olks"..agen Corrado SLC ('93)

I

'" .-
~ . -,0-°... ..·0

..- .
~.. .031

~
POSTLINES

0DD



:.

.' .
. '- .. '

','- ---- _._-- =- . -- ......_...- .. _--_ .._-- --------
I

POSTLINES

00(]
NE-w, fOur Phone Answers YOu!

PostLinesl511
.. C/o The Palm Beach Post

~o. Box 24695
West Palm Beach,' FL 33416

Customer Semce:
(407) 820-2020



APPENDIX II

CUSTOMER SERVICE MANUAL AND GUIDE
TO PROTECTING CUSTOMER PHONE NUMBERS

,





Our goal in customer service is to handle any customer questions
or complaints while the customer is on the line. We don't want to
leave a customer hanging or transfer them around from person to
person or place to place. Everyone in our department is qualified
to handle customer service calls.

Customer service calls fall into three main categories:
I) General questions,
2) Non-PostLines/511 calls, and
3) Complaints and/or refund requests.

Questions to 5II range from the very general (What is 511 ?) to the very specific (What is
the category code for Scorpio?). Our aim is to answer each question to the customer's
satisfaction.

The PostLines/511 customer service line often receives calls for other Palm Beach Post
departments; in fact, about 30% of our calls fall into this category. When we receive a
call for another department, it is our policy to help the customer ifpossible, and, ifnot, to
get him or her to someone who can.

Complaints and refund requests are handled systematically. When a customer calls with
a complaint, we first ascertain exactly what the problem is, then set about remedying it.
If the remedy includes issuing a refund, we handle that in a courteous, prompt fashion.
Although any member ofour staff can handle a refund request, Molly Ross is the only
one who can actually send out money.



When a customer calls with a complaint, our first step is to
determine the exact nature ofthe problem. Common problems and
their solutions are:

1) I called Sl1 and they keep telling me they can't hear my four-digit code.
The first step in this case is to make sure the caller has a touch-tone phone. This

requires more than just asking the caller whether his phone is touch-tone or not since
many callers think that touch-tone is equivalent to push button.

When trying to determine whether a phone is touch-tone or not, we ask the caller to
push one ofthe number buttons on his or her phone. Ifwe hear a pulse or clicking, we
inform the caller that is the problem and go on to explain that the computer listens for
certain sounds to tell which key is pushed and that it is only by these tones that a line can
be accessed. We also ask the caller to check to see if there is a PULSmONE switch on
the side of his phone (several people have been pleasantly surprised to find that there is),
and, if there is, we have the caller switch it from PULSE to TONE, reminding him to
switch it back after completing his call to 511. If there is not, we tell the customer that
we will either refund his money or patch him through for free to the line he was trying to
access since the charge will appear on his phone bill.

If the caller does have a touch-tone phone, we will patch him through to 511 and then
have him push the buttons from his end (with us still on the line) to get the category he
wants.

2) There is/are SII charges on my phone bill. What is that? and, after explanation, I
didn't make those calls and no one in my house would.

If there are fewer than 10 calls, we simply tell the caller we will refund his money. If
there are 10 or more calls, we refund his money, but have him speak to Dan Shorter first.
IfDan isn't in the office when the refund request is made, we leave him a message and he
returns the call as soon as he returns.

3) I was calling to get such-and-such line, but it cut out on me while I was listening
to it.

We take the caller's name and number and tell him we will call him back within five
minutes. Then we call and check the line. If there is no problem, we call the customer
back and play it for him. If there is a problem, we take whatever steps are necessary to
correct the problem, then call the customer back and tell him what we found out. We
then offer to let the caller know when the line gets back up or refund his money. If the
caller has made more than one call trying to access the line, we refund for the number of
calls made.



(
4) I called 511 to request a fax, but I never received the fax or it keeps telling me it
isn't bearing my fax number.

Since the caller has gotten into the system far enough to request a faxt we know the
caller has a touch-tone phone. Thereforet we take the caller's namet phone number and
fax number and send it to him. We follow up by calling the customer to verify that the
fax was received or tell them to call our customer service number ifhe hasn't received the
fax within five minutes.

5) I have called 511 several times, but can't get through. It is always busy or My
phone just goes dead or I get someone on the line who tells me this number cannot
be reached.

We first ask the caller where he is calling from. If he is calling from outside the
central Palm Beach County area, we inform him that he must use the 900 number and
then explain how to go about doing that. Ifhe is calling from within the central Palm
Beach County calling area, we ask ifhe has a 900 andlor 976 blockt or ifhe is calling
from an office that might have a 900/976 block. Ifhe is unsure whether or not he has a
block, we give him Southern Bell's customer service number to check. Ifhe does have a
block and wishes to remove it, we give him Southern Bell's customer service number.

6) I live in a non-central Palm Beach County calling area, how come I have to pay 35
cents per minute for PostLines, when other people in Palm Beach County only have
to pay 35 cents for five minutes?

We tell the caller we are hoping to get the boundaries expanded.
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Our refund policy is very simple: Ifa customer wants a refund, we
give it to him.

When a customer caJIs and requests a refund, we take his name, address, phone number,
the number of caJIs and when the call(s) was (were) made. We put this information on a
customer service form and then give the completed form to Molly Ross.

Molly takes the form, types up a letter to the customer and mails it, along with the
refund, to the customer. Refund letters are usuaJIy sent on Mondays and Thursdays. She
then enters all the refund information into a password protected file.

If a customer were to call and want to know anything about his refund, such as when it
was sent, Molly or Dan Shorter would have to talk to him. They are the only two who
have access to the refunds file. The refunds are kept in a password protected file. We
also keep a hard copy ofthe original customer service form with a copy of the dated
refund letter attached to it in a locked filing cabinet.



How to protect our
customers' privacy



It is our obligation and our commitment to protect the privacy of
those people who use our service.

To this end customer telephone numbers will be used only for verifying refunds and for
our internal use in examining 511 market trends.

If there is any doubt, we do not release information.

We do not sell lists ofour caBers or even acknowledge who uses our service. And we do
not use the caller lists for marketing the Palm Beach Post or any other publication of
Palm Beach Newspapers, Inc., or Cox Enterprises.


